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(54) Customer satisfaction system and method 

(57) A customer satisfaction system, includes a 
query module (1 0) for auLomaLically sending queries to 
customers as to problems with goods or services pro- 
vided by a provider according Lo a predetermined sched- 
ule and for receiving responses from customers to the 
queries; an analysis module (20) for analyzing respons- 
es from customers and for sending responses indicating 



a problem to a problem solverfor resolution; and at least 
one problem solver (50) for responding to customer 
problems, for generating solutions to customer prob- 
lems and for transmitting solutions to customers; where- 
in, upon transmission of a solution to a customer prob- 
lem to a customer, the query module (1 0) sends a query 
to the customer requesting verification that the problem 
has been solved. 
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Description 

[0001] This invention relates generally to customer 
satisfaction systems and methods and more particularly 
to a customer satisfaction system and method which in- 
tegrates customer satisfaction with problem resolution. 
[0002] The goal of most customer satisfaction sys- 
tems is to eliminate problems and thus ensure repeat 
business. A customer satisfaction system typically in- 
cludes customer support and some sort of feedback 
technique to determine if the customer support is ade- 
quate. Inthetypical customer support model, acustom- 
er purchases goods or services from a provider. If there 
is a problem with the goods or services, the customer 
contacts a customer service representative who works 
to fix the problem. Customer service may be provided 
via telephone support (in which a representative helps 
the customer solve his problem directly), or via a net- 
work connection (such as the Internet or an intranet). 
[0003] Network-based supporttypically involves post- 
ing a list of frequently asked questions ("faqs") and pro- 
viding a form for the customer to use to request support 
if the list of faqs does not solve his problem. The request 
is then transmitted to a customer support representa- 
tive. The request form usually includes fields where the 
customer can input data describing the problem. Some 
network-based support includes software which can col- 
lect data from the customer's system and transmits it to 
customer support. Providing customer support via a net- 
work connection is desirable because it reduces costs 
by reducing help desk traffic, it is global in reach and is 
relatively easy to access. However, network-based sup- 
port is frequently not as satisfactory as a telephone- 
based help desk. 

[0004] To measure how well customer support is solv- 
ing customer problems, many customer satisfaction 
systems rely on surveys. In some cases, a follow-up sur- 
vey will be sent to the customer after the completion of 
a service call. Frequently, only a small percentage of 
customers respond, so customer service does not know 
if, and how well, all of the customer problems were re- 
solved. In other cases, a generalized marketing survey 
may be sent to all customers in a certain demographic. 
[0005] Generalized customer satisfaction marketing 
surveys, like most surveys, also suffer from limited cus- 
tomer response. Marketing surveys also generally re- 
port evaluations without specif ic indications for improve- 
ment, and follow a "measure and report" sequence that 
frequently results in delayed improvements to solve 
general problems identified, if any. Consequently, cus- 
tomers with unique or urgent problems become dissat- 
isfied and disloyal, resulting in profit declines. Other 
problems with current customer satisfaction systems in- 
clude: biased samples, delayed remedies, nominal 
guidance, constrained learning, limited usage, high 
costs, questionable value. 

[0006] A customer problem is the difference between 
the customer's expectation and the provider's or the 



2 

product's performance. Total customer satisfaction can 
be achieved by the elimination of customer problems. A 
method for ensuring customer satisfaction, includes au- 
tomatically sending, according to a predetermined 

s schedule, a query to a customer as to problems with 
goods or services provided by a provider to the custom- 
er, receiving a response from a customer to the query, 
analyzing the response received from the customer to 
determine if the customer has a problem, if the response 

io indicates the customer has a problem, generating a so- 
lution to the problem , transmitting the solution to the cus- 
tomer and sending a query to the customer requesting 
verification that the problem has been solved by the so- 
lution. 

15 [0007] A customer satisfaction system, according to 
the invention, includes a query module for automatically 
sending queries to customers as to problems with goods 
or services provided by a provider according to a pre- 
determined schedule and for receiving responses from 

20 customers to the queries; an analysis module for ana- 
lyzing responses from customers and for sending re- 
sponses indicating a problem to a problem solver for 
resolution; and at least one problem solver for respond- 
ing to customer problems, for generating solutions to 

25 customer problems and for transmitting solutions to cus- 
tomers; wherein, upon transmission of a solution to a 
customer problem to a customer, the query module 
sends a query to the customer requesting verification 
that the problem has been solved. 

30 [0008] Any means of communication may be used to 
send queries, responses, solutions, verification. In one 
embodiment, email is used. Email is ubiquitous and in- 
stantaneous; email may be sent over the Internet or a 
local intranet. Queries are sent on a predetermined 

35 schedule to customers. All customers may receive que- 
ries. The predetermined schedule may be once a 
month, once a week, or any other appropriate time in- 
terval with follow-ups for verification that a problem has 
been solved being sent more frequently, on the same 

40 schedule or according to any other schedule. By using 
a frequent query (which may be an online survey or an 
offline survey) of all customers of a particular demo- 
graphic, the customer satisfaction method follows a 
"sense and respond" sequence, immediately conveying 

45 specific problems of individual customers to designated 
problem solvers until the customers confirm the prob- 
lems are solved, then reporting problems conveyed 
along with solutions implemented. Customer satisfac- 
tion is assured as well as measured, supporting profits 

so and organizational learning. 

[0009] An example of a system and method according 
to the present invention will now be described with ref- 
erence to the accompanying drawings, in which:- 

55 Figure 1 is a block diagram of a customer satisfac- 
tion system; 

Figure 2 is a block diagram illustrating a method of 
providing customer satisfaction; 
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Figure 3 is an exemplary query sent via email to a 
customer; 

Figure 4 is an exemplary entrance screen to a cus- 
tomer satisfaction system; 

Figure 5 is an exemplary customer survey screen; 
Figure 6 is an exemplary thank you page; 
Figure 7 is an exemplary notification to a problem 
solver: 

Figure 8 is an exemplary login page for a problem 
solver: 

Figure 9 is an exemplary problem solver entrance 
screen; and 

Figures 10 and 11 are an exemplary problem solver 
ticket update page. 

[001 0] A customer problem is the difference between 
the customer's expectation and the provider's or the 
product's performance. Total customer satisfaction can 
be achieved by the elimination of customer problems. 
An exemplary customer satisfaction system is shown in 
Fig. 1 and referredto by reference numeraMOO. System 
1 00 includes query module 1 0, analysis module 20, stor- 
age 34. report generating module 32, and one or more 
problem solvers 50. In this embodiment, the customer 
satisfaction system 100 communicates with customers 
40 via the Internet. Alternatively, the customer satisfac- 
tion system 100 could be installed on a local intranet, 
for example, if a business unit such as the information 
technology group wished to measure satisfaction of its 
internal corporate customers. In system 100, query 
module 10 communicates with customers using email. 
[001 1] Query module 1 0 automatically sends out que- 
ries in the form of an email to customers according to a 
predetermined schedule. The predetermined schedule 
may be any period, such as weekly (for new accounts), 
monthly (for established accounts), every fifteen days, 
etc. The query asks the customer if they have any prob- 
lems. Query module 10 receives responses from cus- 
tomers which are then sent to the analysis module 20. 
Analysis module 20 determines if a customer has a 
problem. If the customer has a problem, the analysis 
module 20 sends the problem to an appropriate problem 
solver 50. The problem solver is responsible for finding 
a solution to the customer's problem. The problem solv- 
er may be requested to commit to a particular date for 
problem solution, which date may be transmitted to the 
customer. When the problem solver 50 has a solution, 
the problem solver sends the solution to the analysis 
module 20, which records the solution and time of com- 
pletion. The analysis module 20 then sends the solution 
to the query module 1 0 which sends it to the customer. 
Alternatively, the problem solver 50 could transmit the 
solution directly to the customer 40. with a copy to the 
analysis module 20 for tracking. 
[0012] The analysis module 20 schedules a follow up 
to be sent by the query module 10 to the customer 40 
to verify that the solution has been sent if the problem 
solver 50 transmitted it directly and if the solution solved 



the customer's problem. If the customer responds that 
the problem has not been solved or portions still remain 
unsolved, the query module 10 forwards the follow up 
response to the analysis module 20, which forwards it 

s to the problem solver for further solution . The customer 
satisfaction system may be implemented using stand- 
ard helpdesk type software, uniquely modified to peri- 
odically contact product or service users, gather, record, 
and route problems immediately to designated problem 

io solvers, register their commitment to a solution date, 
confirm their solution on that date; and then verify solu- 
tion with the user reporting the problem. 
[0013] System 100 includes storage 34 for storing a 
record of all queries, customer responses, solutions, fol- 

15 low up, verifications and any other information appropri- 
ate to the customer. From storage 34, system 100 can 
generate reports in report generator 32 of customer 
problems, solutions, time of resolution and other infor- 
mation pertinent to the customer. Information stored in 

20 storage 34 can be used by other organizations in the 
provider. For example, an engineering group could 
search the problems in storage 34 for similarities, iden- 
tifying possible problems in a particular area of the prod- 
uct. Management could use the stored information to 

25 verify that problem solvers are working effectively, to 
identify needs for new or different types of problem solv- 
ers. 

[0014] A method of ensuring customer satisfaction is 
shown in Fig. 2. In step 202, an account representative 

30 or owner contacts the customer to ask if the customer 
wants to participate in the customer satisfaction system. 
Depending on the owner of the customer satisfaction 
system, participation may be voluntary or not. In step 
204, the customer must provide an email address where 

35 he/she may be contacted. In step 206, the provider 
sends an email survey to the customer. It is anticipated 
that in most cases, all customers will be sent email sur- 
veys. Fig. 3 is an exemplary initial email survey. This 
survey provides a simple yes or no response (by clicking 

40 the on the face icons). If the customer clicks on the no 
problems icon, that response is sent to the provider 
(step 212) and a thank you screen is presented to the 
customer (see Fig. 6). 

[0015] The email survey shown in Fig. 3 has html links 
45 so that the customer can go directly to online help, by 
clickingthe http://www.heyxerox.com link. Ifthecustom- 
er has a problem and clicks on the problems icon, the 
customer is presented with a welcome screen as shown 
in Fig. 4. Alternatively, if the customer clicks on the http: 
so //www.heyxerox.com link, the same screen may be pre- 
sented. This link may be used by the customer at any 
time, notjustin response to a query (step 210). The cus- 
tomer clicks on the "Click here to tell Xerox about your 
problem" link and the survey form shown in Fig. 5 is dis- 
ss played. This survey requests the customer to fill out in- 
formation: name, address, email, account number, cat- 
egory of problem, make/model of product, severity of 
problem and a description in the customer's own words 
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of the problem. When the customer completes the form 
and clicks on the ok button, the thank you screen (Fig. 
6) is displayed. 

[0016] In step 214, the customer's problem is routed 
via email to a problem solver. Fig. 7 is an exemplary 
email transmitting a customer problem to a designated 
problem solver, which contains the date and description 
of the customer's problem. When the problem solver 
solves the problem, the problem is reported (step 216) 
both to the user and to the provider. In step 21 8 the so- 
lution is verified by the customer. 
[0017] Most problem solvers will have many problems 
on their "docket" to solve. To facilitate communication 
and follow up on the customer satisfaction system, each 
problem solver is provided with an online account in 
which the system and problem solver can trackprogress 
on solutions. When a problem solver enters the system, 
an opening screen, such as shown on Fig. 8, is dis- 
played. The problem solver must enter a login name and 
password. After clicking on the ok button, a problem 
solver entrance page is displayed as shown in Fig. 9. 
This page lists the number of tickets (i.e., customer 
problems) outstanding as well as other administrative 
items. For example, a search box is provided so the 
problem solver can search for various items, such as 
tickets having the same keyword, call up a particular 
ticket, etc. 

[0018] Figs. 10 and 11 show a problem solver ticket 
update page for the problem reported in Fig, 5, This up- 
date page provide fields for the problem solver to track 
the problem, its progress, internal analysis, history of 
correspondence, etc, When the problem solver receives 
a new problem, a problem solver ticket is created. When 
the problem solver has solved the problem, he will enter 
the system and click yes to problem solved. This will 
generate an email to the customer stating that original 
problem, the problem solver's solution and asking if the 
problem is now solved, yes or no. If the customer re- 
sponds yes, the ticket is closed. If the customer re- 
sponds no, the system will generate a new ticket with 
all the previous information attached and sends the tick- 
et to the problem solver. 

[0019] Referring again to Fig. 2, when customer sur- 
veys are received (step 21 4), these surveys can be used 
by the service or product provider for various purposes. 
The surveys may be used, for example, as an input to 
another system of information generation. For example, 
the customer surveys can be sent to a pattern recogni- 
tion system 230 which can be used to select the partic- 
ular problem solver to send the problem. However, the 
pattern recognition system can also use the customer 
survey information as input to a policy management sys- 
tem 250, which provides input to a bonus system 252 
and to a business policy adoption system 240. Account 
activity files 232 can also be used as input to the pattern 
recognition system 230. Survey information can also be 
input to a customer relations management (CRM) data- 
base 324, a problem reporting system 236 and a custom 



reporting system 238. 

[0020] The customer satisfaction system ensures 
customer satisfaction by first identifying problems, solv- 
ing thecustomer problems and having the customer ver- 

s ify that the problem has been solved. In addition to pro- 
viding customer satisfaction, the customer satisfaction 
system offers the product and service provider a large 
amount of data which can be used tofurtherthe provid- 
er's business. Information outputs of the customer sat- 

io isfaction system can be used to generate summary in- 
dexes of satisfaction; problem prevalence and profiling; 
problem solver performance; problem clustering. For 
example, summary indexes of problems can be com- 
pared by problem type, by account, by entity, by product. 

15 Problem solver performance can becompared (e.g., the 
percentage of reported problems solved by each prob- 
lem solver). Problems can be analyzed for prevalence 
based on problem characteristics. Additionally, the in- 
formation from the customer satisfaction system can be 

20 used for problem valuation; solution validation; pattern 
insights. For example, solution validation can be used 
to determine the average revenue among accounts re- 
porting problems solved. It is anticipated that with prob- 
lems being solved, revenue would increase due to in- 

25 creased customer satisfaction. 

[0021] Solutions to problems may be logged and an- 
alyzed for organizational learning. A direct link may be 
made from the customer to the account team without 
any filters. The account learn will be able lo have a direct 

30 effect on customer satisfaction. The customer satisfac- 
tion system ensures satisfied customers; generates 
learning through direct contact; fosters revenue; en- 
courages use of the information; maximizes the value 
of the information: minimizes costs through automation, 

35 enhances the provider's image, and provide renewed 
employee (provider) morale. 

[0022] Periodically, customers are surveyed and 
asked if they have any problems with the sponsoring 
vendor. If not, they are recorded as satisfied. If no, they 

40 are asked to openly describe their problem. Each prob- 
lem description is then conveyed to a designated prob- 
lem solver, who responds until the problem is reported 
solved by thecustomer in a follow-up survey. Conveyed 
problems and specified solutions are then reported by 

45 the system to the product or service provides, on a 
standard or customized basis. Recurring patterns may 
be recognized to suggest fundamental policy improve- 
ments. 

[0023] Problems may be codes as to type (and other 
so categories). Both problems and customer responses 
may be analyzed by a pattern recognition system (such 
as one employing a neural net model) to suggest proven 
solutions to problem solvers, andto identify patterns that 
should suggest preventative improvements in funda- 
55 mental policies; procedures; organizational actions; 
technology investments; marketing strategies; etc. 
[0024] The customer satisfaction system provides the 
unique ability to materially prove to customers its deter- 
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mination to ensure any reported problems will be docu- 
mented and resolved rapidly, consistently, and system- 
atically to theirsatisfaction; and that recurring problems 
will be recognized and eliminated by prevention. This 
unique ability should increase customer confidence in 
the provider, loyalty to the provider and resulting in im- 
proved profits for the provider. 



1 . A customer satisfaction system, comprising: 

a query module (10) for automatically sending 
queries to customers (40) as to problems with '5 
goods or services provided by a provider ac- 
cording to a predetermined schedule and for re- 
ceiving responses from customers to the que- 
ries; 

an analysis module (20) for analyzing respons- 20 
es from customers and for sending responses 
indicating a problem to a problem solver (50) 
for resolution; and 

at least one problem solver (50) for responding 
to customer problems, for generating solutions 25 
to customer problems and for transmitting so- 
lutions to customers; 



automatically sending, according to a predeter- 
mined schedule, a query to a customer as to 
problems with goods or services provided by a 
provider to the customer; 
receiving a response from a customer to the 
query; 

analyzing the response received from the cus- 
tomer to determine if the customer has a prob- 
lem; 

if the response indicates the customer has a 
problem, generating a solution to the problem; 
transmitting the solution to the customer; and 
sending a query to the customer requesting 
verification that the problem has been solved 
by the solution. 

The method of claim 7, further comprising: directing 
the response to a problem solver (50) for problem 
solving. 

The method of claim 7orclaim 8. further comprising 
storing a copy of each query sent, response re- 
ceived, problem identified and solution generated. 



wherein, upon Lransmission of a solution to a 
customer problem to a customer (40), the query 
module (1 0) is adapted to send a query to the cus- 
tomer requesting verification that the problem has 
been solved. 

2. Thesystem of claim 1 , further comprising a memory 
(34) for storing a copy of each query sent, response 
received, problem identified and solution generat- 
ed. 

3. The system of claim 1 orclaim 2, furthercomprising 
a report generator module (32) for generating a re- 
port of queries sent, responses received, problems 
identified and solutions generated. 

4. The system of claim 3, wherein the report generator 
module (32) includes a problem reporting module 
and a customer relationship management data- 



The system of any of the preceding claims, wherein 
the query module (10) sends queries via e-mail and 
receives responses via e-mail. 



6. The system of any of the preceding claims, wherein 
the analysis module (20) includes a pattern recog- 
nition system for analyzing customer problems. 

7. A method for ensuring customer satisfaction, com- 
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TO OUR VALUED CUSTOMER: 
WELCOME TO THE: 

XEROX SENTINEL SATISFACTION ASSURANCE SYSTEM. YOUR FEEDBACK WILL HELP XEROX 
SERVE YOU BETTER. 

THIS IS YOUR FIRST CORRESPONDENCE WITH SENTINEL YOU WILL BE RECEIVING THIS EMAIL 
EVERY MONTH WITH THIS SAME QUESTION: 

ARE YOU EXPERIENCING ANY PROBLEMS WITH XEROX THAT HAVE NOT BEEN RESOLVED TO 
YOUR SATISFACTION? 

(S) PROBLEMS 

(3) NO PROBLEMS 

PLEAS E CLICK ON THE APPROPRIATE SYMBOL ABOVE. IF YOU EXPERIENCE ANY PROBLEMS OR 
WANT TO COMMUNICATE WITH THE SENTINEL SYSTEM BETWEEN OUR SCHEDULED 
CORRESPONDENCE PLEASE ACCESS THE SENTINEL SYSTEM USING THE LINK BELOW: 
HTTP://WWW.HEYXEROX.COM 

THANK YOU FOR YOUR PARTICIPATION, AND WE LOOK FORWARD TO THIS DIALOGUE WITH 
YOU, THE CUSTOMER. 

THE XEROX SENTINEL SATISFACTION ASSURANCE TEAM 

NOTE: IF YOU ARE UNABLE TO VIEW THE IMAGES IN THIS EMAIL, CLICK THE APPROPRIATE LINK 
BELOW: 

IF NO PROBLEMS, CLICK HERE (http://WWW.XER0X.COM/SENTINEL/LOGIN.HTM). 
IF THERE ARE PROBLEMS, CLICK HERE 
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SATISFACTION ASSURANCE SYSTEM 

WELCOME TO THE XEROX SENTINEL™ SATISFACTION ASSURANCE SYSTEM. 
-A WAY FOR XEROX TO KNOW ABOUT UNRESOLVED CUSTOMER DIFFICULTIES- 

f I If K HERE TO TELL XEROX ABOUT YOUR PROBLEMS 
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SATISFACTION ASSURANCE SYSTEM 








PI FASF FILL OUT THE FOLLOWING: 










FIRST NAME: I 


I 








LAST NAME: I 


I 








EMAIL: I 




j 






YFPnvA<rniiNT*.i J 


TFIFPHHNF. I 


I 








fITY/STATEt I 




i 






ZIPCODE: I 


I 








fATFfiORY I QUESTION !▼! 








PLEASE PUT IN THE MAKE/MODEL OF THE PRODUCT WITH A PROBLEM. 




MAKE/MODEL: I 


M 


i 






SEVERITY: I MEDIUM 








PLEASE DESCRIBE YOUR PROBLEM: 
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SATISFACTION ASSURANCE SYSTEM 


THANK YOU FOR VISITING THE SENTINEL 
SATISFACTION ASSURANCE SYSTEM. XEROX 
APPRECIATES YOUR FEEDBACK! 
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WHO 


DATE 




SUBJECT 






CALCIUM@BBS.XBRG.COM 


01:44 PM 8/19/2001 




CALCIUM EVENT ADDED 






CALCIUM@BBS.XBRG.COM 


01:44 PM 8/19/2001 




SENTINEL NOTIFICATION 






CALCIUM@BBS.XBRG.COM 


02:51 PM 8/19/2001 




CALCIUM EVENT MODIFIEI 



SUBJECT: SENTINEL NOTIFICATION 



THE STATE OF 22 IS ASSIGNED 
TICKETID:22 

DATE: 21 AUG 2001 14:18:11.000 

FIRST NAME: SALLY 

LAST NAME: HOOPER . 

E-MAIL: SALLYHPR@EARTHLINK.NET 

XEROX ACCOUNT #: 1 2345678WZWXSWESXDERLWIOLSDF 

TELEPHONE: 310 555-8843 

CITY/STATE: LA CA 

ZIPCODE: 90040 

SUMMARY: TEST 

DESCRIPTION: 

THIS IS A TEST PROBLEM 



DESCRIPTION 

SEVERITY: LOW 

ASSIGNED TO: IBRC 

ASSIGN DATE: 21 AUG 2001 14:18:11 



FIG. 7 
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LOGIN: 1 XBRG 


I 


SATISFACTION ASSURANCE SYSTEM 


PASSWORD: 1 ****** 


I 


PROJECT: 1 SENTINEL 


!▼] 



Irani iisendpasswordii • 



FIG. 8 
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I DISPLAY 


UPDATE 





IN BOX 



PAGE: 1 FILTER: WOfff 
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25 
26 
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TICKETS 



W- NOT ALLOWED TO VIEW FIELD f- EMPTY FIELD 
PAGE: 1 



FIG. 9 
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SATISFACTION ASSURANCE SYSTEM 
PLEASE FILL OUT THE FOLLOWING: 



TICKETID: 26 

DATE: 23 AUG 2001 17:26:05.000 
FIRST NAME: TEST 
LAST NAME: TEST 
E-MAIL® TEST@TEST.COM 
XEROX ACCOUNT #:1 

TELEPHONE: (123) 123-4567 

CITY/STATE: LA CALIFORNIA STATE: I ASSIGNED"^ 
ZIPCODE: 11111 
CATEGORY: QUESTION 

PLEASE PUT IN THE MAKE/MODEL OF THE PRODUCT WITH A PROBLEM. 

MAKE/MODEL: COLOR PRINTER 1542 

SEVERITY: CRITICAL 

PLEASE DESCRIBE YOUR PROBLEM: 

LOW TONER LIGHT STAYS ON EVEN AFTER TONER HAS BEEN CHANGED. 
LINKED TICKETS: N ONE 
PROBLEM SOLVED: iOZH 
LOGIN: GUEST 



FIG. 70 
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INTERNAL ANALYSIS: 



ASSIGNED TO: IBRC 
STANDARD SOLUTION: YES NO 
PUBLISHED: YES NO 
CREATOR E-MAIL: NONE 
MODIFIED BY: GUEST 

MODIFICATION DATE: 23 AUG 2001 17:26:05.000 
HISTORY: 

CREATED BY USER GUEST ON 23 AUG 2001 17:26:05.000 



E-MAIL HISTORY: 

E-MAIL SENT ON 23 AUG 2001 17:26:06 BY GUEST TO: 
USER IBRC, USER ADMIN, TEST@TEST.COM 

MESSAGE TEXT SENT: 

THE STATE OF 26 IS ASSIGNED 



OH [Mil |l CREATE ANOTHERll [ROUTE BACK ll llROUTE FORWARD[| 

F/G. 7 7 
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